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Appendix 2
COMPLAINTS RELATING TO HACKNEY CARRIAGE AND PRIVATE HIRE DRIVERS
FROM OCTOBER 2008 TO OCTOBER 2009
SUMMARY

There were 37 complaints in total received against licensed drivers during the period Oct 2008 to Oct 2009
26 Complaints against licensed private hire drivers

9 Complaints against licensed hackney carriage drivers

1 Complaint against a driver licensed by another authority

1 Complaint against a licensed PSV (Public Services Vehicle) driver

Other complaints relate to both licensed hackney carriage/private hire vehicle proprietors and drivers in general.  For example, a complaint claiming  ‘a large number of private hire drivers allegedly plying for hire’-whilst officer time is spent investigating the complaints, there may be, insufficient evidence which often results in the individuals being unidentifiable.
COMPLAINT TYPE

1 complaint of plying for hire                                                                           2 complaints of physical injury

11 complaints of abusive/threatening behaviour                                            2 complaints of parking issues

13 complaints of poor/dangerous standard of driving                                    3 complaints of smoking in vehicle              

9  complaints of overcharging






1 complaint of sexual abuse 
COMPLAINT CODE

	1
	PLYING FOR HIRE
	14
	PROBLEM WITH TAXI RANKS

	 2
	ABUSIVE/THREATENING BEHAVIOUR 
	15
	SEATBELTS 

	3
	POOR/DANGEROUS STANDARD OF DRIVING
	16
	POOR KNOWLEDGE OF AREA 

	4
	TOUTING
	17
	THEFT

	5
	POOR VEHICLE STANDARDS
	18 
	INSUFFICIENT KNOWLEDGE OF WHEELCHAIR HANDLING

	6
	OVERCHARGING
	19
	VEHICLE NOT DISPLAYING COUNCIL DOOR SIGNS

	7
	NOT PERMITTING ASSISTANCE DOGS
	20
	PROBLEMS WITH EXECUTIVE USE ONLY VEHICLES

	8
	SEXUAL ABUSE
	21
	MISCELLANEOUS

	9
	NOISE DISTURBANCE
	22
	NOT WEARING  DRIVER’S BADGE

	10
	PHYSICAL INJURY
	
	

	11
	PARKING ISSUES 
	
	

	12
	MEDICAL ISSUES
	
	

	13
	SMOKING IN VEHICLE
	
	


	DATE COMPLAINT RECEIVED
	COMPLAINT TYPE

*(SEE CODE)
	COMPLAINT DETAILS
	DATE COMPLAINT RESOLVED
	ACTION TAKEN
	SUBJECT OF COMPLAINT  

	16.12.2008
	2
	Abusive behaviour by private hire driver towards customer
	24.12.2008
	Driver interviewed in accordance with PACE.

Denies any abusive behaviour

Complainant unwilling to provide statement

Details of complaint held on driver’s file to be considered should any further incidents of a similar nature be reported.
	Individual  PHD =1

	23.12.2008
	3
	Poor standard of driving
	27.01.2009
	Driver interviewed.

Unable to uphold complaint due to available evidence, however report of investigation held on driver file.

Complainant advised of action taken.  

	Individual

PHD = 1

	14.01.2009
	3,5,6 
	Poor standard of driving

Poor standard of vehicle condition

Overcharging 
	28.01.2009
	Driver identified and interviewed.

Vehicle inspected – found to be satisfactory.

Journey taken and fare charged work out to be correct.

Complaint not upheld.

Complainant advised of action taken 
	Individual

 HCD = 1



	26.01.2009
	2
	Abusive behaviour by private hire driver towards customer
	11.02.2009
	Driver identified and interviewed.

Suspect malicious complaint, complainant also used to be a phd.

Witness to incident claims it did not happen as complainant states.

Complaint not upheld
	Individual PHD =1

	26.01.2009
	2 
	Passenger vomited in phv & claims driver demanded money & drove her to cash machine to get it.
	26.02.2009
	Driver identified and interviewed

Complainant was parent about daughter however daughter changed her story after LEOs gave the driver’s recollection of the events therefore complaint not upheld.

Complainant advised of action taken.
	Individual PHD = 1

	29.01.2009
	8
	Complaint of sexual abuse by private hire driver 
	29.01.2009
	Complainant advised to contact WYP directly.

LEOs requested WYP to update Licensing on outcome of investigation .

Complaint to WYP & Licensing withdrawn by complainant.
	Individual PHD

= 1


	09.02.2009
	6
	Overcharging by HCD
	02.03.2009
	Driver identified and interviewed

Meter in HCV checked on measured mile.

Actual journey undertaken by complainant carried out by LEO at driver’s request.

Correct fare charged

Complainant advised of action taken 
	Individual HCD = 1

	25.02.2009
	3
	Dangerous driving
	26.02.2009
	Complainant advised to contact WYP directly due to possible offence committed under Road Traffic Act.

Driver issued with warning by WYP
	Individual PHD = 1

	25.02.2009
	6 & 2
	Overcharging and

Abusive behaviour
	20.03.2009
	Driver identified and interviewed

Hackney carriage meter tested

HCD involved has always been mild mannered and helpful with LEOs in the past.

Clean driving  record and no previous information recorded on driver file.

No evidence to support allegation.

Complainant advised that complaint not upheld.
	Individual HCD = 1

	10.03.2009
	3
	Dangerous driving
	11.03.2009
	Complainant advised to contact WYP directly

Driver issued with verbal warning by WYP

Driver issued with written warning by Licensing.

Complainant advised of action taken 
	Individual PHD = 1

	10.03.2009
	10
	Passenger injured leg in Hackney Carriage – doesn’t know any vehicle details
	15.05.2009
	Vehicle and driver finally identified by LEOs.

Complainant caught her leg getting into HCV-did not tell driver who was unaware anything was wrong.

Driver spoken to and advised to be observant especially with elderly customers.

Complainant satisfied with action taken.
	Individual HCD = 1 

	19.03.2009
	10
	Passenger trapped finger in door of PHV
	30.03.2009
	Driver identified and interviewed.

Passenger spoken with-has learning difficulties & did not make driver aware there had been a problem.

Driver apologetic but not aware of problem at time of incident.

Complainant’s carer advised of action taken
	Individual HCD

= 1



	18.04.2009
	3 & 2
	Dangerous driving and 

verbal abuse by driver
	21.04.2009
	Driver identified and interviewed.

Issued with written warning.

Paperwork recorded on driver file

Complainant advised of action taken 
	Individual PHD

= 1



	21.04.2009
	6 & 2
	Overcharging by driver
Abuse from driver
	15.09.2009
	Driver identified and interviewed.
HC driver failed to use meter.

Driver & proprietor of HCV issued with written warnings.  Proprietor of vehicle is also the PHO.

Complainant refunded the monies from the PHO and written apology issued
	Individual HCD
=1



	30.04.2009
	11
	PHV partly parked on pavement.

Complainant in wheelchair couldn’t get past. 

Driver refused to move vehicle.
	07.05.2009
	Driver identified and interviewed
Written warning of behaviour and conduct towards public, record to be kept on driver file.

Complainant satisfied with action taken.
	Individual PHD = 1

	08.05.2009
	1
	Plying for hire outside Hx nightclub
	15.05.2009
	Statement obtained from complainant (Hackney Carriage driver)

Driver identified and interviewed.

Previously warned of same offence, therefore

prosecuted for offence at Court. 

HCD advised of outcome
	Individual PHD

= 1



	11.05.2009
	3
	Poor standard of driving
	13.5.2009
	Driver identified and interviewed

Issued with written warning and paperwork recorded on driver file.

Complainant advised of action taken.
	Individual PHD

= 1

	18.05.2009
	6
	Overcharging 
	03.06.2009
	Driver identified and interviewed

Pho records checked.

Journey undertaken in PHV- no prior price agreed.

Journey undertaken from Leeds to Brighouse-price relevant to journey taken.

Complaint not upheld-complainant advised.
	Individual PHD
= 1



	19.05.2009
	13 & 2
	Driver smoking in vehicle and abusive towards complainant 
	30.06.2009
	PHO records checked-driver identified and interviewed.

Statement from complainant obtained

Independent witness who was a passing by member of the public-witnessed the incident and states that it was the other way round and complainant was offensive towards PHV driver.

PHD issued with a FPN for smoking offence but no further action for abuse allegation.

Complainant advised of action taken.
	Individual PHD = 1

	02.06.2009
	13
	PHD smoking in vehicle
	22.06.2009
	PHO records checked and driver identified and interviewed.

Driver issued with FPN for smoking offence.

Complainant advised of action taken.
	Individual PHD

= 1

	05.06.2009
	11
	PHV regularly parking outside complainant’s house waiting for base to contact the driver with details of fares
	17.06.2009
	Area visited-complainant has applied for a disabled parking bay outside her house as she has mobility problems and has problems with not being able to park outside her home.

PHV identified-actually a Kirklees vehicle not Calderdale-liaised with Kirklees Council to speak to driver concerned.

Complainant satisfied with outcome.
	Individual Kirklees PHD
=

1

	15.06.2009
	3 & 2
	Dangerous driving and

Abusive to member of public
	19.06.2009
	Driver identified and interviewed-denies allegation.

Insufficient evidence to substantiate however record of incident recorded on driver file.

Complainant advised of action taken.
	Individual PHD

= 1



	29.06.2009
	3
	PHV drove through red light at pelican crossing and nearly ran lady with pushchair over
	02.07.2009
	PHO records inspected-driver identified.

Details forwarded to WYP – issued with verbal warning.

Interviewed by LEOs – issued with written warning.

Complainant advised of action taken
	Individual PHD

= 1

	02.07.2009
	3
	PHD drove erratically
	05.08.2009
	PHO records checked – driver identified.

Liaised with WYP – verbal warning issued .

Driver interviewed by LEOs and issued with written warning.

Complainant advised of action taken. 
	Individual PHD = 1

	27.07.2009
	6
	Overcharged by Private Hire Driver
	03.08.2009
	Complainant contacted due to no vehicle details provided so LEO unable it id vehicle.

Complainant rude with LEO stating that we should know who was driving !!?!!

Driver finally identified after visiting all town centre private hire operators and interviewed by LEOs concerning complaint.

The complainant is a bus driver who PHD claims was abusive to her.  Our PHD has complained to Metro Bus about the complainant’s attitude.

Complainant not upheld.

Complainant advised of outcome. 
	Individual PHD

= 1

	06.08.2009
	6
	Overcharged by HCD
	18.08.2009
	Driver identified and interviewed.
Meter checked- all okay.

Correct fare for journey undertaken.

Complainant advised of action taken
	Individual HCD = 1

	07.08.2009
	2
	Complainant not happy with attitude of driver handling her mother who is in a wheelchair
	18.08.2009
	Driver identified and interviewed.

Issued with written warning due to starting meter prior to customer being placed in vehicle- recorded on driver file.

Customer satisfied with outcome.
	Individual HCD = 1

	06.08.2009
	6 & 2
	Overcharged plus

Driver did not help with luggage
	04.09.2009
	Driver identified and interviewed.

Journey undertaken in PHV-No prior price agreed.  

Price relevant to journey undertaken.

Driver claims unaware of luggage.

Driver advised on customer care.

Complainant advised of action taken  
	Individual PHD 

= 1

	08.09.2009
	3
	Driver mounted kerb whilst driver customer home.
	09.10.2009
	Complaint forwarded to WYP to deal with directly.

Driver issued with a verbal warning.

Complainant advised of action taken 
	Individual PHD 

= 1

	09.09.2009
	3
	PHD driving dangerously 
	10.11.2009
	Driver identified and details forwarded to WYP- issued with verbal warning by them

Driver interviewed by LEOs – issued with written warning.

Complainant advised of outcome 
	Individual PHD

= 1

	10.09.2009
	15
	PHD carrying young girl without seatbelt. 
	29.10.2009
	PHO records inspected-driver identified and interviewed.

Details forwarded to WYP-however they must witness offence.

Driver reminded of public safety and record kept on driver file- previous good history-has been driving over 25 years as phd.
	Individual PHD = 1

	21.09.2009
	1
	HCV licensed by Rochdale plying for hire in Todmorden area
	21.11.2009
	Rochdale contacted to advise of offence

Area monitored by LEOs.

Situation improved.

Complainant satisfied with outcome
	Rochdale HCD 

= 1



	25.09.2009
	6
	Complainant’s daughter is in wheelchair-HCD started meter prior to putting her wheelchair in the vehicle-thus resulting in overcharge.
	21.10.2009
	Daughter cannot remember any vehicle details.

Ranks visited by LEO and all HCDs reminded of conditions and that meter must not be started prior to journey.

Info put in Enforcement Newsletter.

Complainant advised to record vehicle details if any further problems.

Complainant satisfied with outcome.
	Several HCDs 

	30.09.2009
	3
	Erratic driving by private hire driver
	10.11.2009
	PHO records inspected.

Driver identified and interviewed-no previous record of complaints, therefore issued with written warning on this occasion.

Complainant advised of action taken
	Individual PHD

= 1

	19.10.2009
	2
	HCD driver rude and deliberately caused obstruction outside a school resulting in a minor collision with a bus.
	
	Driver identified and details issued to WYP & also to company whom he was carrying out contract work with.

Vehicle was a PSV vehicle not a HCV- no jurisdiction by LEOs.

Complainant advised of action taken.
	Individual PSV driver

= 1

	21.10.2009
	3
	PHV speeding
	10.11.2009
	PHO records inspected.

Driver details forwarded to WYP and also  interviewed by LEOs.

Insufficient evidence to substantiate complaint however driver spoken to by both WYP and LEO.

Record of incident kept on driver file

Complainant advised of outcome.
	Individual PHD

= 1



	16.10.2009
	13
	Driver in PHV smoking
	29.10.2009
	Driver identified and interviewed

Reminded of offence and smoking conditions

Insufficient evidence to issue FPN however recorded on driver file.

PHO spoken to by LEOs to inform drivers working from his company.

Smoking piece entered in Enforcement News reminding drivers.

Complainant advised of action taken.
	Several PHDs 



Abbreviations

PACE – Police and Criminal Evidence Act

PHD – Private Hire Driver

PHV – Private Hire Vehicle

HCD – Hackney Carriage Driver

HC – Hackney Carriage

LEO – Licensing Enforcement Officer

WYP – West Yorkshire Police

FPN – Fixed Penalty Notice

PSV – Public Service Vehicle (more than 8 seats)
